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2. ... spf ftrTRPit ^ ft> Rft4 Rt 

(cp) '3T^if^Fr ^ zwm t •*m$m ftftRnw mfoctRui 

Slftlftm, 1997 (1997 24); 

fsr) "’tietie^K Rrftftr 3n^r t srftftm ^ sjtrt 11 <£ 3Rrf?r 

ft^ft RftT n^RTT £RT RenftcT RidtecbR RfftfcT; 

(n) 'arMte rT arm t ftRft RftT m srt ftPm 10 

^ apfc Pr^w aFflefto mfecfTrft; 

(s) r* 3TRm t 3iiPm eft sjrt 3 xft etrt ( 1) $ 

3RFfcT T^rf^T *nR#I ^RRfR ftPtfnW mPfaRR, 

(g) 'gPmr<$1 tofto^r Rftr ^ aRFfcr ^ cn^#n RftT 3 
RI^RTSTrft 'tlltJ'JlPlcj) Rqfcia ^IcW cf> 3Kl4ct 

<xra>( ctrrt) smcrr s^icfjpR-cfRRT) Rt^nff cf>r rtct^t, 

- R&W 3#R ft?RR 3n?17 t CT2TT 3TePT RT^RT 

cf>t 3ftsTT cTTcfr RfalSTt 3FcTRT RP?t W RftTSlf cf> RMMR 
RffttfeRT t; 

(^) *#5#r 3T2F3T "fffefe ^T3fr ^ 3TRR t ^TT c^cftH. 

(i) vjfT ft) RTcTcT R)R RT ^TcJ cfSTT Rlftcf 

RRRTcTO (^RXjfeR) #|T3Tf eft RRIRRT $ RR^ ft; 

(ii) ftfRft <ft Rlt ^XRT ft>oll«ll$c RIcT ^cf>^ 

xft SMTcTT # 3T91cTT ^TcR ^RHeik 
R'ffe ft ^Ril off^RRTft ^IRT ft»tTl ^Tfftvfc^ 
WTFRT ft feR RRR-RW XR ftftrff^ eft nf ft, 
fTRfe Rftft STCR <F>7 ^RRT RR3% Tift R^T n^RTT 
ft Hlvijcift R^ToT ft v5T?f ^RF MR ft 3i|ftd<l) effete 
cpr RT^ ft 3fft v3qft<fc1i, ^T R^ 

ft TWT ^ ?cRte Rlftcf RiclKtrHchgeRVftecl) ^3# 
RTcF TgM RTcJtcTT Bt; 



(m) argro ^ ?ra> ^ srarar &;**re 

^rfltT ge^e iracnaff ^ cns^rct *f «ft?r arjritT 3t 
mr, <fc #ni? ftm* IcPj ftftre wf 3 

ettf^Rl <f>t 3nq«o<uol St(vl*) qi'KiRq) "HHq <41^ 
^T5(W) -H(^Hfold ^ft 3ik fWf f^ 3gP? 
atsrar sMHc te 3^ Wrwq, #sft 
■?IT5#H IRTcTT 5RT W-TO T? ftPlf^SJ vJirj, 
'flfafqla s>Wt; 

fcr) "^eR ^n^er tcft^r im?- 
(0 ^ wm % cfRRcfer 

<fr fen? ^w? OTTofr ^ itrt ^ropet 

^ ^RTcTR ^T3ff %, W ^ ^ ^?T vifr % 
vRpfc SK! fcb^i T RTT 1| 3T2T^T fch^l WRT 1?, ^ 

fofl? ^'d-ciK OTTcft 'H^ef fMcT *f 3R^ ^ 

^ fcP? 3^^feqcT 3T9Tcn Wdftd ^ ! ~ ' 

(ii) di^>S>H^Kcb ^ ^ecietf in crr^&cf) ^ ctpj? 

3^ cf) flj^Tt cm ^#cT 3RdT t ^ ^RT 

%cfT ^T ftRft ^T RRf> 3RTcJT 3TcTTcJ> TORR 

STIcTT t dRTft ^cjT ^ RTRfRdTO# ^ foP? ^NT 
TRTRR 3FJHR t, 

(iii) ftR# Wf fFPft Rc^R cfe tfftg cRTT MJw^) 

, 'dHWl~qdT3ff cfTT fcfcjT RR cT^TT qvjfl^M ^ 

% m Of^FTrf^T f^RTT RR 3fhf 3q^Tf^T RR^R 
zftuHF Weft ^fr, 

(st) ff Richi^d % 3 inrt ^tt ^mr 3 % 3RFfe 

^nftcT ■gf^JT ^ t; 

(^) n NdM'Hl<K1I" ^ 3TRF? ^T PT^TcfT ^ wftoT ^ t, f^RT *TC 
ir 3THT^ t iRTT Tn^ 3fk v3M'Hl4i1l 

^f^Hfeld t; 
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(3) WKJ?fT ^ 3TT?RT ,#TT TT^TciT gRT 3F# ft Rfr ' Wd 

*r otoft ^ ^ tf? tcttmfa t; 

(5) ^TFTRI T^FTT W ^ 3JTCRT #TT F^TcTT £RT 3F# wft^TT3# 

^ femiST? W FFT cfr i ^JcRT ^ef^T cfR# # 

*TT ^ foR 3TcFj ^ tjtt £#q?fa F^R ^ t; 

(5) V^e #TT ^ 3TRFT, eTT^RT i fe? ^7 3Fp7R, ^T# WN 
$ TJ^fT 3mm #TT3Tf # ^zft ^ t; 

W 'cTT^RT ^ 3TRFT, *lK<Tk icftill4> 3Tf£tRRjTT,1885(l885 mi 
13) # SJKT 4 3mm HR#?! cj|iKe)\H cicfliJWS) <3Tf^3 1933 

(1933 cR 17) ^ 3fcPfcT f^JT W # W vjft y^PT fey FT? ^ 

TRFT W# #; 

fa) 'f^mr ^ 3TRRT ^RmR vSM^cmi f$|chWd t^fcJKUj fq^ZFT, 

. 2012 ^ t; 

fa) itm WcT # 3TRFT f T?m en^#fT£JRm fuRT *R i 
Wit f; 

fa) 'TftT # tTFT ^ 3TRFT, WP$Rk TT sTRT 3F# m^Ef ^ 

^T W oTFT \3<JFt i> teF? # ^ FFT ^ t, fuR# 

t,. 

(i) SrejccJ) #vj1dl mR# ^ feH? T TFT; 

(ii) %# ijcqqf^a #TT 3 mm fo# >H^ 4 > #m m fir# 

R^«l ^ 'tlfeijui iff Plfe^juj c^ #m ^ TfpT ; 

(iii) WeU ^ icqc£ 4 viHoim %# # #m i> 

# TTFT; 

(iv) #TT3Tf ^ ^TFHd^ u l 3mm m# 3RTm flHikl m# 

3mm fifeFT ^ #m 4 fft, 

fa) ' TRTWRT ^ 3TTCFT vRT ^T ^ t # fi? R#?T ^ 

ttwt ^ #3tt mmi t cmi Fc# #m(wFFTF) ^ 

^ w t^c# mi?r ##feT?r t; 
fr) /WT#(f#^TT)' ^ 3TRFT t fiPm 6 ^ 1ifimT(l) ^ 

3icFfcT ^mrficT" cr 3rmrfer ffineRji m\<$\" : 




[sfFTIH—■ 0 *^ 4 ] 


^TRrf ^tT ■IR'-R : 3 WIWI 5 

(q) imi;.... 

(i) ^ 3TI?m t clKjffi T W ieftilPfl TO ^ 

WPT ^RT loPJ ^?TO M u ncfl 

5RT ^TcTO 3RT^ ^ ^RT^R 

(ii) eff^RTgnW ^ *R, cfc^oT ^RffctcJ? W *f TO? 

3RjqT 3f3T3> ^ ^ % ^TcTKTT t, HX-g 

^cT WRR, ufr %qcT ^T ^ foPJ 

3FjqcT t, cfc 3feMT F^T $ ^Tcf> 3Rfcfi 3J4R> fcfrtft 
TT^R ^T 3RTRHT 'tfRifeia ^ FtcTT; 

(m) 3, wrt^C^ft q^R sfft Rmr 

ifRF te) ^T Mv^iJH cRTT MvjSRH, ^cq<£ *R 
3T®y-Hif^TcT ftRTT ^TFTT t, 3fR ^TJfftRcT -1*q R*T ^fcHT 
IRRcft #ft; 

(q>) 3 srptr %q ^qq aifePm 

cRn vj^j> 3TeSV=r TOP? TTtT RdHt q ftftTOf 4 qR+liRa fiH 
7JT7 3TRT ^r sfft 3Ttetorf qq # ^ 3R* ^TT, 
feP? fterfcf, TO 3TRRl<4*il 3RM RlTOT SRJcJT f^TTOf 3 
m?T: W t 1 

3|cqm II 

<^>h^ r ^Rftwrart qft Riq>maY to Piqix«i 

ftr^Rm <i»t ^®tttot...( 1 ) ^ ftftrof ^ TOpft fR ^ %t#h 

f^r cfc 3iro gRft> ^tott |[RT ^Warr Rwmai ^ 
p l dK u l cRTT TO3>t TO?ft TO# *R ^ feP? qTO "Ricpiqa 

WPHT ^ vjfPpft I 

^ #TT SJ^nsfi 3RT, f^TRP 04 *l£ 2007 ^ g^fmR 
vjM ’ HlcKI T nFRSRT F ftTWRT f^RRT Icrf^RTR, 2007 (2007 1 3) ^ 
y i d^ Fft ^ aicPf^T "RTTf^T f^ ify c^Tcf ^=T RR^THt ^ 
cj* feR Rl4>I^T ^ cppT I 


r 
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^ ’ft Mciicil Rt fe? ^R RTF^d afa 

f^TR wj ci§t ^rr trft cr Ft, 3TRt w srereT 

R^TR ftoracT TSJTftd ^R R3>dT t, vrft ^ft ^Risft feR 
Wjft^ <3T^mr ReFT Ft t; 

«TCRf 7TF ^ ftj ftlcFTO £RT ^ ?RT &5T ^ feR fM 

crit afMr 'RTT ^ rRiRcm aHto rtr ^r ^ ^rr viMd&r ^rt^ 

RTpfri 

(2) ^TTT Sete #TT W, f^Rt ^ TR^t F)% c^ mt 

I^PliR 1 ^ f^RFT (3) ^ FFd cftt^ oIR^ M'<SH f%R RTfT t, 

cfr FRT ^cfR WTom cfRT% Tt ^ 3R% TRT SR ^ Rlc^Wcft <J> pNK u l 
cRIT v^q'HlcRiT3?t cf?t *RT *R SIFT ^ T> feR, RlchlAld T>RT TSUf^tcT 
f^RTT RRTT I 

( 3 ) f^PRTTRT TTdTF T? TfTcft fed 0800 % 2400 «TvyT cR> 

\jWlcRTT3ff T? feR ■gePT 6lHT ■enti?^ I 

(4) Tfd^Tcf? ^RT TTRTT FRT TRT fcpftcRf T?t g u Nr!l ^PlRxia TR^t 
<& feR 3TRt f^TRRTcT cfRsf ^ TTRt WJT ^ cfjiff clRTcT f^R RR*t, 
v^TTT f% Tm-TFFI *R STTf^RRR gRT RlPlRte f%TT RRTT I 

(5) URR ^RT y cncTT FRT ^PlHNd RTT ufRT % TTFRf 

Rt ''■yI6cf> RFPMT T*«R" M^iTki dR'ii TT T^fcRFT Tt TF2R Tt 
tewi^Td TFT ^JePT ?t I 

(6) SRtR ^RT T^TcfT gRT RRlV W 3H«ifed ^R^ TF 'gPiRdd 

f^RJT RRTT f^> R|cf?i<Md TR£ RRJ ^cfT TRTcTTSff c^ ^Ccicf) c^ 

WTt ( 

( 7 ) 'Tn^F vH^liidf TR7" cTTR ^ ?RT I 

(8) mfeRR gRT RFFI-^m TR RTft $ Wf %, ^RT 

Mc;IdT^ft ^ “u I64> TRFRTT TRT' ^ feR ^RTR cffe f^lf^fcT 

1%TT RT TRRTT t Rt % ^PlillcTl ^cTlM^H ^TRf, ^egeR TRRR 
MrR 3fR ^IT ^ fcR ^ wr FT TRk!T t RSRT 

RcFT—3TeFT ^RlRf c^ feR f^TR—t^RT ?M RtF RR^a f^R RT RRct 

f I * 





[*TFTIII—*sP^4] 


TT5 m : WOT 


( 9 ) %ctt to^tt srt four utt^tt ft? "^nro 

'MSI^dl rr fen? gR> Sljlil^l yi^(3TT^3n^T) # 

<*>1*1 3 cTRIT \3TT ^fFT t eft spft PTR TOR gf^lfoid f*TO 
vfmpTT:- 

fa>) ^fcn^KTO to> srgf^rr yuiicfKan^ftsiRTO) ^r 

^RR FFTT, *TO xRPT; 

fsr) WgleH4> <TO 3Pjf^qT TOT#(3TT^3TRTO) W ^?RT 
^R %4>Wdl sfR ^crr3ft m*\ $> #i 3 
^f^RTt ^ feR [3<fteH ^t^TT; 

(*T ) ^IglrHcb WTc^ SFjfeTT TOTcft(3n#^r31RW) $ 

^ ^r Tf f^raroff 3?k ^renaff g> feR srePT ^ ^ 

cpr yrwR eVn; 

"Wcf 1% cfR?^ ^R *R vR R<*>eM 
3 "RTO ^T 5?1ciPl^r RTRT m cR fficfreM ^ 
#TT ; 


>HRi-4 ^PTT <fft ^iw,..(i) gefcj? TOcfT gRT 

f^mf Wft gtf ^ %Tcfrff f^T c^ 3fcR wtPRTT3Tf <Pt ^TTTOI^ 
3> feR ^FfT TOT ^>TTftg f^RTT RRgT; 

f^> RBf TTTTO RgWT Rg? R €fcT 9>t 3TT&TR tr 
UWKI vjIHchl'J) ^RRtT gRT^ ^ arfacfpf ^TTT | 


(2) mf^RRR gRT gRRT-TRg R RP& f^T^ff cf> RKPT ^ R}% 
^T TOcTT3ff g> feR ">W*1M ^PIT g**R" <£ WT ^f TO W ^ 
gfe ftftdd f^TT RT TO>dT t afR TOfg> ^gT TOdT, fcRFf "WI 

•grprr w" g> wt 3 to stopt wftg f^rr t, g*r tor g> 

?tt€ gte c m ^triVi ^rr 1 
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™h....(i) s&h? im qqr?rr ftpRref q> qqtfr q> 
gfd}cfl>H ftq q> 3ER TOR" 3?k "W TJTOT W" 

McplRld . 

(cf>) fM 3Tlkft TOIT TO> ^5^ *WMW q^f cRJT TfaT 
eft w%i toit 3 w#rt qq? tortr qq 
*f ^JTOT M4>|Rffi eft 
fST) ^TT ITOeTT ^RTI^ X R; 

(q) 'dM’HlcKIIsft q> Rqft ^ ftRTRT q> WET ^ W 

qT^ WI ^ T=8IHTcR u l(3l|cR q q^R ^RPTR); 

; (er) tfRTT> RlcbWd q ft# <ftq, 3fR 

(q) T^T Wcilcliyft £RT ftefr ^ | 

(2) #q TT^TcTT §RT WTOT TOR" W ">HIHM 

T£ERT TOR" TO f^TTO (l) q> ^ (q>) 3 Rr^fRef viM^Jckl mI^MI q> 

yq>iRid f^iT vsnxpn i 

( 3 ) ‘ qft wram w" ^rar 'totot ^ht tor" 3 ftRft 

ycr>K c^T qRcj^«i 6ld! Id eft vJ't) ttR^T Tt 'HK1I6 

WeT, TO f^m (l) ^ ftqffeT WR ^ H4>lfil?T ft*IT v5TTW I 

6. Rhfriqd yuilefi q?t TSITW qRTO..(l) TfaT STOTT, 

ftRmt q> qqrft Bfr q> ^eTTcfkr f^r q> afro qq> '% anrnRcr 

R|cf>|qc1 qpftSRT SRIlcfl" TSnf^cT <p\<tt dlRb TOftqqT 3Tqft f^TopRPrff 
eft ferfeT TO TOftTOT qR TO> I 

(2) T^TT SSTeTT.. 

(q>) TO ftkRFf (i) qt 3Rnfd OTTTfel ftlW TOft^f 

v 

yu|!o$V' eft T®nftcT qR^ q> eJTOPqiq "TO 3TT£j|Rd 
Rlcpi^fcf M u ilcft" cT§TT R|cr?tqof ^ eft c^t4 

TOTTcft q> TOST ir ^RTT^ q#TT q* qft *t TJpE, 
fM/3T#vft % ^ TOTTER qq eRTT wftq 
^ qcp TPTRTR qq kt f^ ^ Mqfeld ?t, 





I'm m —mvz 4] 


*TK<T 
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«i?f ?tar jrtctt 5 Rr Rfdid «tt ^ it, afR ddidr 
strt drift tofofe feff a> dis-m ncwRid aSt amjl 
(a) id aadd a5t v>ih<m{I, flar aaidi srn felt ttffed 
fetf if dffift cTSTT (Ep) ffefRd dfta> a> 

argdrc, aRta? hi if -h*ink adt 3 w*iRid aft 
«rnr i ft; 

( 3 ) "fta arrarRd ftrangd lilwi adi^t" a> aft ft feft ftt wr 
at qRckin afet RjaaT da fern ( 2 ) ft ffefRd aferr at 
argdia aafttadi aft ftt ftt ana 1 

(4) HifeaR u l giar "ftd an^iiRa Ri«pi<jci ftHfe'M H u iicfl' ^ tid'd 

ftar naraiarf aft, wi-wi m ftft fftftar arift fe? an 
ticpct If, aft fft> 5 tli 5TRT ddjad Rffllt and; 

7. Ri4>iiid at^ftf sro Ria>radY an Pmew...(i) TJc^ra? femnd fef 
5HT dwYctdl ft feprdd did fe at d^d WId Id JR5R aft RlchWd 
aft dd> 3 HRI (^Pl 4 >) M6*1n H* 4 '!, Ivilt) fft> ■s 1 «PC H*«N dJIT ulldMI, 
andfed a^i Mvfl 4 ja tftnn anadT; 

afefe ^RidR ^aYaai arcana afhr Riaaad fftarc°r fern, 
2ix)7 (2007 an 3 ) ^ RPi-M*i 4 at \?a fftnn ( 1 ) ^ Rad (a>) ^ afdftd 
fed fed ddT dl fetd d^R, Id fftfeftf ftt d^ft?d ftt fen? ftt 
fetd d^R nardftdTI 

afe an ftt fe aiffeRd nfft ana?na> an# dt fete d*rc ftt 

fen? ad> dnftd ferftdd dR RTd5dT ft; 

(2) fed? fttdT 5TdIdT gTCT feianddf ftt fen? 3)14 fed fe? JHf 
fete d*dd ft> feaftf aft feed if R^ddd fttd dfe d>f aidRr cRP 

RR3T arnjdTi 

(3) Hc*l<4> Rldddd ^d SRT,.... 

(g;) Rldddd ddf dRcT ddd,... 



38GI/12—2 
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(0 eiwe ^ wficwi rrset, 

Rl^Ed f%E W% EE w E fcT^T, Rlcfrmfl 
wm* $ ePT^ et^t TFnf^r tre e> tre ^ 
WE; 3fr? 

00 f^FcT E5? ER^ E?t fetter E ^PRI, 

(l) E> 3Rl4d 3TRfer ^t'4>e ERE, ^EEtEET EE 
^EIE W EEElEd! c^t '^Rjcl f^EJT EET 

* fuRF& ERE flREEcf EE TRIER fcfRT 

WE4>n) ^ 3TERR ferr WE; 

Os) f^i0i^a et ee4ei^ ^fr et... 

(i) wWl # ftlcbRd ET cf§t Ef 4?ljc|{j EE 
fcTE^uT E> ETTT f%ET WE; dW 

00 ^ ^ wh\{ e> f^m^T e# eet^ (%t*r ) *f 

WEEE 1%ET WE I 

8. '3h*i')<tciIvhT Eft Ri<t>|i|aT ^ TTETEJTE 3I3IET vIEclft EPT et Eft 

q>1 ^ 1 ^ ^ f^E TRE—TftET...(l) M<^0 TtET TT^TcTT E7TT E? ^g P l ^Ed 
f^T WE^TT 1% f^Rcfr 3fr? ^ET TTESft TfPTf EE TRRH TlET 
ft RPiRr TRE-fttET E> 3RT f%ET WET t; 

( 2 ) Wff, ]?l(t|cr»{u| gfEj'l wft TlET Eft tjui'cItII fftfftEE ft, Eft^ TRE 
'^* 11 PfcrfRa ^ Eft E^ t eft Rlepical’ 3fk ftET Eft FEE ET eftE fftE 
^ stet cr)i^cn^ Eft wrpft I 

3fWTE III 

ftTEEWT <£ P»EK«! <& fefE 3 pft cf)q El fefrlfl ^ ETCT 
Snftcf ERET 

). 3PflcftE Eft 3pftcT....(l) vr|$| EEEtoeTT f^TEEETT EEE gRT 

EET# RTWEeT EE f^E EE fftEIRE ft- Tftp? Eft t, 3FEET v3TTEft 
RlWEcT EE WR E€t fftET EET t 3T2JET fftfftEE 8 ft TRE 

^ ft RTWEE RmTER ^ #1 3 E5tf ^rHp ETET E^ t Et ^ET 





lm III—4] 


TF3R3f ; 3TCIMT*T . 11 

xjwtodi ftrawei % eft #r if prefer wctt^ 

3PM*T ^ W 3|tftcT ^fR ^cIT tl 

( 2 ) w wflimT, ftter ( 1 ) ^> atcpfcT *rr eft i-^fcf 

3TST^T 1TRT 3TST^T «J farm cl Wf *TTCT 

Spftef efR ^eTT t; 

l^r ftta 3> vjc^ij ^ foR "^7 gRT" if 
''cfafeR” ^fefcTcl t | 

(3) ftpm (1) 3 TcPfcT JIc^ arftcT,. 8 if faftfee 

WT-Rft*TT TRRT #?t cfc #H f^T <£ 3T^T cHfeoT ^t 

% 3Hftcffa ^tc^t, ^ eflcf^ StcTT t fa> 

RfcjtRa 'fFRI 3> 3TR 3T*ftof SlRslol ^T ^ feR Wm ^R^T ^ eft 
W ^RTcT efRf faH ^t 'tf+m—^ 'HHlKl 6^ ^ ejlS M^*rJ fapRFT 

8 ^T faPlRfe 'MHil ^Hl eft effa\ -M^)^ ^ Wet, 3T^tcT TR faxjW cfR 

V ■ ^?Tcf>cTT t I , 

( 4 ) wifacTT §rt 3TtfrcfRi yiftt^Rt ^ trm ariter <ifed ^r% i> 

fcR ^ ^ foRT dfl^ll I 

10 . snftofta 9if£ra>itt - ufciwimi xjw w^l....(i) .u?^ ^it tt^tctt 

SKI, ^fT faPl*m eft STHiq) 6)^1 ^ fad ^ 3fs^, fapRW 9 ^ 

^T fafaUH (l) cf> 3TeT*fcT ^ifeeT eft ^ 3Pftcft cf> f^H ^ feR 3R^ 

JI^J> d!S~#tf ^T if TTcfj 3pM4 ITlteRt UfctfeeT f^TT vjTR^TT; 

^?Tcf fa> Tjcf) ^err ysicii vift fa> ^ elid'd if fa Rim 

\ 

^c[R SRH cfR ^T Bt, m$\ 3T^R 3^FT *ft ufT 

M 'ftroff ^ feR W Wjj%cf5 3TaicfT 3TeFT 3pfrcft*T Rlfitolfl 
^ fat fed WkTT t; 
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q? ft fft ft<Tr irerai ft<ra w arfeer 
S'e^e ftfl H^RIT ft •Hcf, ft v)<^«4 ft 

fcur, ^ ■hrh amr fnft fftftt ft# ft ftn? atftftfci ### ftr 

yftftjci mHir t i 

( 2 ) aritcfta h#r# ^ ami aift^ ajfftj it# t, ftracpi 
ftiftr ft*n Hfrai sri fftm umpiTi 

(3) TR#> ftfl TRRTI, arfftftH Ull?l+I^ ftt SlftfecT <P# ft gTOI 

m, arttcftn mfira# ft ^ipt, fffi 1 !, w, #rt h f-ftoi tj# 
ftr aiftt ftxn ftst ft ftt ygu Twrarc #f. w ftft tjt arftft if tru 
^FRT #1 ft3 ftt ftftfel TO if Wlftlf #TT, 31# uftft) «W<lfoKI. 
ftppRRT ftftt, fnft ftftt ftftf 3fft W ft 3[#t ftFHTfe W ffft 

fftlTO Hfftff 35# ftt mwi cfjftlT I 

( 4 ) fttai tranT, arft#n HTfSrarftft ftt ftgfftr ft tiri fftr ft aft?, 

Hiftfri®! ftt a)iStcfl<r mfSi<t>iRft ft fftrcft ftt vsnronft ftni 

11 . odif<i>i'{ ’HPtRi-T«iTm. twn aft? <j>rft._(i) Hrftp ftfar irerar, 

f^i fftRraft ft imiftt ft% ft #icft'H fftr ft aft^, atftoffa inltmsTft 
ft irigiT ftt # apM ftt stra 3># 3 tteM ftft ft four 
■HcHlfchK Ttftfcr T®nfftt 35#T I 

/ 

( 2 ) WlfcPR TTfitfcT if ftt TRtW #t, fftftf ft w TTKW, 

wRMWUI ft TFfT viM'ftcKII #I«H 3>T fttHT 3 ^fRT TI3T3 ftfl 

33131 33 x^> sifctP)|2t fttr i 

3=!lcf fft, '3##tt ftTORf ft llPtn >33^3 ftt. Hiftftox u i 5RI 
fftfftfftie ftt «nft ftftt ft®ir ft 3?1Sra> ftsn if 'Hous-w if 

33T3 ft ^ if fftg33 #f fftHI ammi 

( 3 ) ftxn 33IcTT 5RT 'HcHlgcjJl'i 3fftct ftt fftgfftl ft 313 f# ft 
3T3Y, 'Mcti5*ni'< 'tlftlcl ft fft<H u i ftt 311335# xiRto>'{ , ’i ftt ftt «iis*ff I 







[qpi 4] 


12. 


*TR5T WI : 3KiWK u l 13 

(4) flPm (2) iaRT*fcT vJM'^ckll TOT ^ >Hdi£ 4 >R ^fofct *f 

Pl^<W c^>!4cf>TeT ^ cpf ^ ST^R? ^TT, 1% tt^> 

i fcR 4<£T£TT ^TT Ml; 

^?T# fi, ^ *K>KI it <t>l4d>lof it 'HHTf^T % Wef, 
yife^ur it fodder i ftumt fftct vmw 

ereref 4t fi, it ^Ft i fcnj mUtaTO ^t eryfr^r 

HfrpT ^Tct ^TT WcTT IRT FFT^ i ^Rtjff eft ylR?^ 0 T it 

ift.^ft 1 v 

( 5 ) iftl Mcilcf! FTCT vJH'*lWl ^PrepT ^ ^TeTTF^R ^TPrfcT 4 P^Mtl 
>Hd>Kf it, 'HdlS4>R 'HptfcT it yc4<P i fePJ. i F^TR i 
FFT^T ^T '5 T KTFT fi^TT viTR J l* I 

* 

(6) fld i frw w 5^ ii*9w 5 ^ ’JRg® TOpT 

g?fo> 3PftcT <R, IRT 3N^t ^RTS 15 ^ 3R^ 5R?pT 3R 

vrFRI 

( 7 ) *Jdlg<frK ^Tfttcr sTRT fiit SPftd it il*t w<\ ^ f^qrr 
^nrpTTI 

auftcfo r mfen> rft ^finiTeRf...(i) #tt t^rtt fnt faPfepff i 

afcFf^r sritita yiRtoifl it <#4<41 ^t Pft% i *»Rmiei<i 

3fft 3j l c|^ef> ^FIW ^OT> mr chldfOT ^RRTT W^TT I 

( 2 ) #tt wcTr fnt snMte MiRicbi'fi i i wf 3 a-FFt fi4t 
TJd> 3f©dVT'ft 3T5 Tc[T it Pl^cf 3f2TdT Mil 41 cl fidi unveil I 
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13 . anftaY yy yy mt™ yjftfcf ^rt v5rra....(i) auftcfry 

yrfeyyft yy yrf*jyFcRr y^rr,.... 

(3>) apftef MIH5 6)^1 y> Ql'V Wiy, 3RF2J apftel y*yy ^yR 
fen vimFTT; 

^sl) 3Pftof ilfm ^ ~<fty ^ 3fyy, 3RRJ apftet 

y>f yyiVJ+R'M 3J2T3T ^-ftoT sfRT wf^cliart yft ^yR 
vJTTTT; 

(E) 3PftoT JTRT Stft <f> #T f^T cf> 3Tyy, apftcT yft yy> yfit 
TTRT f^T y> 3fyy yfycT ^JxFFT, y>ttlRvji 3T$jyT Rcf>|^ ^ 

yn^r ^tr tojct yRft y> lory, yfyfe?r %yr yykti yft 
ftvfyT; afty 

(ET) yfaT yyRE yf ^tR ym Stft y> yt f^T y> afqy, yfaT 
y<MI ^ vRR ^ ^TRT apftof y>t f^tTRIsf *{o1lsy>N 
^rftfcT y> W TR^ct f^TT umprTI 

( 2 ) TToTTFy>R ^fftfcT 5 RT TRST SR^cT arftcT yy y^F 
fcy ftr auftcr yy ^ctts vfnyTft i 

( 3 ) yrfxryTofy im yrorreyyy ^rftfcr y* yr^r? ym y> yt f^r y* 
aiyy, vjy^ ^y ftftyy (i) y> ^5 (y) y> 3 t?r1tt apftor, yfar yyicrr ^ 
ym v3tr cfsrr yrc^yyy yrftfcr irt sr^ct yion^ y> ynsr anMy 
yi^ryyfr y> yr?r sr^ct yft ^rr^fr i 

14. anftofty yT$ry>Tft srt 3riW yy Pme i H ..(i) 3 tM?i yifayy^t 

§rt 3T c fTefr yy Mij ^ yryy yfifcyf yry^t yyRnwr ^PiRya yft 

fRTr \3y RPi'tjy ( 2 ) y> yrra^rpft yy aijmcH 1%yT w^H; 

(2) arftefty yrfayyft >ayy> arte iRgy 1%y yyft y> yyr 
f^r y> afyy, vim #?ft f^ 3yy?yy> yroft yny, yRyr crit 
afWRrr ^ f^ afry yy fcry yrj ft* yy feri^ct 4 ci^yti 
arr^n vsrr^t yRy>, 3rttcf yy Rmcm yRyr; 

y?i# ft>, arttcfty yifey>Rt iirt apfty yy RRfy yrfer yR^ 


yryy, yyiy^f yifftlrf itrt f^y yy yyry?f y?t vjfcjd y?cy ferr yyy; 





[Wl III—4] 
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to# gg #t 3r#cft^ jrrfitTO# srt arftcT. to TOirof 

grer fa? toj tow# # ## g# f^ifr #, sttt w# 

f^r «n# gict 3n#7T #, t*?rr to?% ^ TOrotf to ^e#g ^nw i 

(3) arfteRPcrf <& ^rfMrr #ft, am $r m 

$*rr xnwf t cfr 3 ?w anMta yrl^m^t ^ 

^Fg^ JR^JcT 3R TOnTT ^ I 

(4) arftcfa? £RT spftor cf5T f^TRR ^Ff ^ WTcT, 

*iir|c||d±l ITRT 3T*ftef xr MlRcl Pi4«j vjfFTW^t 3f4|d4>cll ^ ^ql 

Sr^TcTT 3t vSTF^ft I 

15. ^xJHl ^ 3T^«rnj..„(l) '?rf%f^TeR i?RT <lRsld 3T^tcTt, ^fctf 

srcncrreff v3tr, flen^R ^rfolcr ^mr spftofai intorft 

^ PrW ^t fef>i^ rit vmxpn i 

(2) Scfo? #JT JRTcIT gRT fcFTT# $ ^ $ Tffft 15 

aifl^a cTcf? PjHlRbd cR vJe^Rj?' 3Rct ^ RhI<? 3w*il *f 

-& v^mpfr ctstt yif^mRR ^ jr^ct <& vsrMt... 

(cf>) yM OTtftefT eft ^RsETT; 

(xST) RjVfdr^ 3l41dl eft ^R5IT; 

(^r) eff^T arfteft ^ft WTT; 3fR 

(et) sf*? RcR^faHcfr yi®^ui ^kt 3^r§rr i 

(3) g#n?R*r, ^ wii\ ctr ftPm (2) ^ 3TcFfa, 

yRgcT *ft cfR ?rcftrn w ^ a^Fft xr 

^sFTTI 

16. yiRi4»jui gm ^t u<jmi3rf ^ RrRfe Riq>i4cT...(i) 

*TR<ter ^rrtr f^Rmrw irri^Rr 31^^1,1997 (1997 m 24) ^ 
HldVMIHY XR yfclcbd WcF tSTcT f^TT, Plc|K u ! ^ fcP? ^cfT 13^TcTT3Tf 

irf^cf cfR *i4>di t,... 

(^>) 3T^rRm 3rt<tt ort^rRm ^ 3icFfcr ^ fcrRmt 
amr 3itfm ^ srcrfcr ^ f^rt 3t?rh crr ^ 
3TT^ft $> dcdMH ^ 3TRtxf ^ Wte Rl4>l^c(; 
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(^f) tfWlcfaioft eft ftft fft HFfpSF eft 

ft) ftft Rlftt TTRPl cHTFJT W ft 1% ftm TT^TeTT 

SKI ^FFTTlf' FI? llfftFlft ft v3H'^<TOI<JTf ft fi?ft TT 
yfet^ci FHTF TTT t; 

ft) McfJK eft ftra>RJcT, fvrRT FT fft MlR}ct»{U| cf> 3TRlFd 

ft ft^T TT^TeTT £TTT FFTCFPjfe TFTTETH fftFT vjTHT ti 

(2) FrW fteTT ycTTW OT (l) ft ft), ft) afft ft) ft 

OfePfeT &lffc)c|^ gTTT ftftt F^ ftftt Tfft ftiepNOl eft Flft <frb\\ Cf9R 

} 

^Fft *Jcf cfjRuft FF W cTFPFIT, 3fR. ftftf RTFFFcft eft c$ft efftFT F 
FFft ftft FTlft ft ^ef? Fftft ft 3TFT TTftfftT Ffiftt ft FlF—TTFJ 
FlfefRF ftt ft FRFR ftt vHHebl^ ftni 

(3) Wej> ftET FFRTT £TTT fftftlF (l) ft ^ ft) ft xlRdftd 

Wf> Rtwet ff, fftwm ftw ft 07 fftr ft aftr tfefft fftFT 
vjIIV^II cfSIT ftftt RlefrlFcT ft TFDHTF ft ftF fftl ft 3 TFT Hl£)FK u l ftt 
^Tfftt TJFFT ft FmftM 

( 4 ) ftft, fftfftZTR- ( 2 ) 4 fMcT RlcMilft ftt UPI W ^rft ^ 
fWT ft ftn FFRTT STTT 3TFF1F Fft ftW FT FFIcH *t 3TFFT ^TTftt 

ftr ft hftff ar^ften 3 t§itt ^fftsttfw sipfai Wit t ft 
ftn ffrti ftft Trft tfttf ftft ft ^qftWrft ft ftfti ft 
wm fRft fft ftft Rtffff ftft wft ft ff> Eftft ft aftr ^rrftt 

^TPEEift TftftcfRTJT ftt ftrr 1 

3TEFTF V 
FFlR* ftwi 

17. FHlR<F ftfaFTT FF...(l) ^F RPl^ft ft FFTft ftft ft TTTF fftl ft 

gift, Tiftft ftn weir itrt fftrrrfftur Tftrrft ft ^ "nniReb 

ftw W* ycbiRid fftFT ww-- 

ft) fteTT PFTFT -<& EFT 3fR W; 

(^) fteF W SM ftlft UITft ftW 3fft ftftftFE 
ftft eET Rcimu, vjft ftqi^ vjMe1<£T f ; 
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faST SSIcTT SRI HSR fat SIT sfa fasi fa fafaR ait? 
?l?f; ' • 

jnfafRay sri HcW fasiart fa far? fafafae fast fat 
TJRcRTT fa fclfas? ; 

fast JfSRI SRT HRfa fad! aft? stfafeRI fas fa ?fal if, 

fasr fat yrariT i^jfenw airesRR; 

fadt fa wr fat fas? fa to fa fast iihtctt sri 


fat ffa? sfat SRI SHHRfa fa faRR; 
m l 5res?» i SRi snfa ffafaR ftfamf, arfafar aft? ftfaffa 
famsR, % sir fa trjcsi, *il«nsd sr? -gsi^im. 
<gRRIR c|)fi) | falcb ?T5ft®T SWW faffaSS, 2010 
(fa?ft?Mfa3fR) ait? ^tiKci fasn? (41k|i?s) fa arafar 
ssfacRiart fa arf^sn?; 

HTftsRR sri srfa ffafas ftfasfa, anfasff afk Ptdfa, 

Rsfl't'PX, % Sit fa w?jcS>, faSTfc? -ill ?jqRdcil, 
^RRIR qiPifajq) RnfaS n»M'SI<K 1I fafaR 
(^kfktktWtaiR) aft? fadfs fasn? (fat???!) fa 

afafcl fasi SSRiaff fa S>cfal fa? SlfaS; 


(s) STRRT ?j?RT SR?; 

(3) SRcf> SSTS3T SR?; 

fg) twm PldKS Hfasi cRIT facppicl Plqi? u l fa fal? 

SRS-fatST SFlf%cT, filSJRS fallal ?TS; 

(S) 3PMR Hlfamfa fa ^-fal. ?TRfa SS H3T, 1£RR 
SR? 1R faSH SR? cRIT afatfat fa kRSRS fa far? 
^RH-fatST; 

(ay) fas HSKTI SRI fa RT ?fa Hcfap fall fat ?RTHt H5?fa 
3RISI fafafacl SR% fa fal? UfaST, 3ft? 

(s) fats* 3TR sypRSfa Sit fa ?RS—?RH S? HT^RR 0 ! ST?I 
fafafaS fat SIR | 

(2) " sisffa StSST W fat fafa, afafa cRII hrr> fasi fas fat 

■?8Jlfa?t S1HT fa fan? fasi yIRST I 
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( 3 ) qq", #it Stott q?#q> Rtto^ct 

^5r, ftaft #>qrt mn stott q# q* ^qcw totst ^ptt i 

( 4 ) wqiai eTRT "-imiR 4> fcilTOl W' OPST^T TOTO 'H&kl qTF, 

Rrci# qRi q* to&f qg*f to vt# RRsr sftq qi#, totot 

W, WHH4 qjTOT TOR, RiTOTO ^ 3fr? 3Pftefcr HlRfTOfl q> 
qTTO> RcTTO, RTTOq^t q> WETH TO 3P?tcff #> f#M(iH q§t Srf^TT q 
TFRj—qft*TT TO vjecfe Ft, q# TO Uf?t Hc#<l> ^RtTOT q# ^T ^ fcPJ 
3PHT 3if#qFf f#q 'Jli# ^ ^TR^I #t TOq I 

(5) RRW ^ IFfrft Ft# ^ TO f#q ^ 3TTO "TOTRqr ^TOT 
TO q# TO 5tfct qrf#qR*T q> TO FTfeef q# TOq#fc 

. TOI# f#>, #F qt3T STOTT RRt f#f#TOt q* STOft Ft# q* TO 

oTTF#FT STOP R>qT TO Ft, q> TO "HHlRct> TO' q# TO Hfit 

■#3T cfr ST^T Ft# Rt SF# ISTt^TO ^ TOT Slfecl q# TO^ftl 

(6) #ST STOTT ITRT S?#q> S# q#15 TOS# cTq>, 3Tl#TOq SS # 
f#>q qq qR<icf#t q# ^Mcrt to# |rq, "toRs? ^to qq" q# 
sf# miRNW°i TOf qifed q# TOq 7 # I 

3TETO VI 

f#fer 

is. Rrfter°T q cRsi sftepq....^) Ri^i^a sffc srftctW urt 

Pmei^ q# Rrarof to <pr q ^ Rq>r£ Sc#q> qtST stott to qro 

ufITO 1 

( 2 ) mf&TOT, qf# #*TT TOTT 3TTcRTO Wt TO fq f#f#q#f qt 
'HlTOFff TO SigqicFT ^f#RxTcT TO# qt foTq, fcifeci WT # 3TT#?T TO - 
3TS# 3#cwRqf 3ITOT «*>#x|lR4t # 1#R# q# f##?I #TO 3ITOT 

¥tRtor to f#gro fMt to^ qR# #,... 

(q>) RtTOJRT ^ 3?R 3pft#q qrRqpRt ^ ^(qcueiii TTajT 
^q Rf#^rq ( 1 ) ^ 3icFfcT ^ qq 3iRfc^f to PRtem 
qRqT; w 
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19. 


20 . 



fay vjtt raP r e w (i) i> a^pfa atPrcRsrf ^>t ercar 


tjfterr i 

nfcra h §£ 3 R ftW 3>r cn^#u.. ft PrPmT is smm. farmer. 

jprrft 3P?J PffsJ ^ 3|R|R<W ?W3 fil> 3!e4lt*>'( u l('S'<Vl^H) *f I 


l^r ftPPwf ^ mrtvn l f £ fen: wi tftar 3*t WI..FT 

rapK Pfi Tf; Hramirff is Pri^t g5^ aram spffcff ^ PremFr £ 
fcni PralPn wra-Tta *f, W ftwra ^T 3 t®^t anfor siRaei 

V. 

g>^r, vt# ^ ft, TO f^T *lP*ifcfd ^iff ftHTI 


ftsrftptf *f ft ftftrof to cto *r fNi...(i) ft ftF&wf 

>HHlfa^ ^>tf fk TOT TO ft^ft ^TFfcl' 3J2TF TO efT^ ^ft ftft, 


fvjRT^ fcflj... 

w 



fa^ft ^n^id'a ststctt 3rPrrom ^ w <ftf TO4mft 
crf^TcT ft; w 

fartft TfOT **TOM<4 3T5J3T **JiqiB4W u f 3 T^TcTT «iPi<rK^f 

» to(r?ito) w aroH vhft ftfMcr ft 3> §ro 
cf^ we/^rftrf^T 3 T^t <ftf sn^rr Wet ft 
HlRcT f*FTT TOT ft | 


22. P } «W 3ftR 3IM4K...(l) ^TTON vJH'flqdT MFT 3ftR Rwltfd 

pl^KU T fa Pm , 2007(2007 TO 3) TJcT^RT f^OT TOdT t I 


(2) ^ PfTOFF ^ 4 1 4^ , TOT faPl'TO 3TcPfcT f^ TO 

cf^} ^t *if cM'farf 4>r, ft faPwft ^ TO3^t snroFtt 

3TOkr fcTOT §3TT 3IW 'HMlfad ^3TT TOTT TOTOT I 

23. c^ | TO T...-Ft faferf r ^ cijiTOT * TOT f fa^ft MR eft ?TTO fPf TO 
Hll§4>TO I fa7[r TOT tH c cicrW u l stfcffi ^ TOZJTO& fPTT I 

[ftm m/4/i42/ii/^m] 

feqjqft : o 4 H 94 l cM 4 > ' ?TTO TTO ^CTOR ^TOTfTOT fii 4 >i 4 d fadK^I falPlTO, 2012 ^ ^ ^TOft 

TW "faRT TOT t I • 
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gfirpT 

1. wta TROT, S2TFT <R ^ 11 RR\, 

WTteFSTf ^ flcfi TROT 1eR ^ vJ^TRT Rr tr f c^fcj oTFRT *R 
■^rraR Ttofi T^faerr t sflr TfaT STOTafi srt 9cm eft stt T^t Tfarsif 
^ *i u,qT11 ^Pif^a 11 ^TTcfr crm^ OT^cKii^ff 3 f%fern? srft ^ ti 

3 ^TTRTR witcrai^tf ^ 3TTETR eft RTRT 3 3TCR[^ 

vJH'*il<Wl3Tf ft ftcRRT ft ^RTcF ft ft|cb!A|d)‘ ftt TTTsill 3rf£R> ftft f 

2. 3fcn dH'ftckllft ft* R|cWi|cTf ftcjRUj cJR^T fiT§cT qg^ijul t | 

vRfa. £RT 3R rf^> fft<? 7R WTf cgef RfRTcJR Mill T% f 

T R 7 3 ^ ttctct yfft^i t Rptoj?t fftnrR ftt PRiwTf^rr 3 ^et 
ctt^ ft fcR, ^rrftt wjr-wrj m TFftsn ^Rft ftt ot^erktf t \ *rRftg 
■^rmiT sTfSraOT rr\ 2007 *f trot ftmvm 

ffaOT fcrRm, 2007 unft fftw ott f ^rrft itrt T^ffta f^qir^r 

TeTlft^T ^Rft wjfarnsff eft Rlchl^cll cR p|c|RU| ^re dMcH£ T ertot 

W £1 cTSTTft, ft W TTqfteRtTftf cTSTT ^ftcfrll THIdft ft MfcftcH 

JTRT ^ t fft ftcfT y^TcTT3tt £RT TeJlftcT Rf^FTcT fftlRR ?fcT 3, ?ft 3TftT^ 

snrrft ^ttsr aftr ^rr cfa ft tret ^r 'OTftcMift $ v*ihi>m>cii tor sftr 
^nr ^ ftt aiN^^di t 1 

r 

i 

3. \3MHl<Wl Ricm^dlt ft RfOTT ftftft qjHH ^ift TPft§TT 

%, ^TTT TicbdW'fi ^ f^TR RPT^ ^ , feR RHi'ci? 

11/05/2010 "fRRTR OTERtT TROT XJcf vJ4‘HlcK1l Rlcb l ^d f ^Ruf 
^R W T RFRf ^ RTff f^TT E^fT | t£^$1o^'] Tt W<J RFRTf^t 4, 
^teef 3rf^Tfr ^ 3EMi7T grfecMll T#cT ( TPft TcRt ^R \3^ck1i3 Tt eft 
f$l<*>Kkif ^ TTTOPT 3RTfcRTTcft eRR 3TT^R^TT ^R ^Tef f^JT w 

tl vWR f^TT t f%. Wef Wft, f^RcfR 3ftfrg dM ' H l eklia ff ^ 

TRET # gfccpoT ^ eft4 ^THcRft vdMet&T t ( ^Rcft ft- fxRTT sft R> ftRJRJcff 
^R y^fcTT3# \RR 3RTcfR^Ref) 11 
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4. £RT fee# $ few 12/05/2010 # fefe'H SKIcll# 

cRir gPfer wte mrefe mgfe mi an^fercT to # m? arm mm # 
fe? mcfmm ftr^RicT fewr crsr # sffc m# # ^ici^chdi 11 m rffim 
SiRT Wd'd qvifftim)' ^ qRP? mg m#SRTf fe WZFT /r # m? cRZT TOT^T $ 3m? 
# fe> y^KTT# qRT wfecl I^RW feWRR cfe ^ mqm 3 ^q#<K1l# 3 
^rgci mm mimm# t, sfh? mF # fe> wrfedr mqW w # wmf ^ 

3i>MgcC t I 

5 . ]jrt mfegfe <& mm m, infernal srt few 02 arwr, 2 oio # 

'femfmR 3 wtemrarf fe fecff m> mmi mm# mumt # m#srT m 

qm WRf Vil# fe>3T W I TOR^f XRT A mi qTcft fe mRT-mTm ^RRTR 

mrmftvTT ^rst°t afhr Rimirnci ftwi fefemm, 2007 mqmWii feff q> 
#?amr #sr# mqimf m sztr q>fem feir wi fefem ^ feuiP i m 

qRT 3# mT^fePT # ^RTT^ m mrfcg f#TT W | r!g#(#qm ?Mm) 
^Tcrf cm 3fr4)uM fedicj7 14/12/2010 # Rqy 3, 05/01/2011 # g*^ 

3, 21/01/2011 # ## 3, 11/03/2011 # oRsHv^ *f 3jfe few 

16/03/2011 # mldmidl *f fern W | 

6 . vtR qqmf m> #mm pro femfermf mm ggmrnR mq#<wi# m #t 

TRKTl# P> fe# # KIH $ R# gir rttWT qRT ^RRTN v3MR)cMl f^RRJcf 
fec|K u J Rfei|H,2011 P> PRoq # 3?fem ^q fem W t, 3# ferqfemi 3IT Rfed 
m# q> fen? ^ few 04 ^#,2011 # mq^fePT # w qqqf#r 

f#TT W | fefe^T ^q#e^ft ^ feqferqT Mf 3 # # qFjfeqT # 

R OTcte fern Wl q#TFr ^mR ^q#WI feiqqw teq 

fefeqq, qqR # cziw mm# mr qfemq 11 

7. fefemfe A w # ’ttw wqcii qRT\ ^ mrrar R i q?i^d #=£ 

Rufed q># qq q#r f#rr J iqi ^ i qqp# qfeqr c^ cfRR, 

^rt # g^qr ^rit mm fe feiqqmr qmf m# armrr # mrq q# 

mmq, ^3# fe># 3RT yqiai ^ ri^ih ^ Ri^i^d #q qq m 

^qfe # gfem #fr mfe? i qm# g^Rt: ^N^q>di, #tt# ^ mcimm stsrt 

fefeqpf # feerfe ^ t i ciqg+iK, fefemrt # »t w ^ 
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fcUJ B*UR UU U1UUUT feu BUT cUfe fet feft 3UU ^cq«P ^ 

RUfefT feu BUR# i 

8 . BUfejeUfe uft RjrMI BBoBU RTRfe fe fcTR, 2010 ^ HlfeURB IURT 
"RTTBUU R£4HI B*UR" RSJTBBT fej feT ^f^TcTTSff fe fe^U feU-fe?T 

vxrr^t feq br i ciffeiN fePruu ^r nu srfer feu but t fe fenuu fefe br 

RU? 3ToTB B*UR U5T MB fen fet "MH RJUBT B*BR" W vniRUT I 

9 vJM’Hl<WlvJTt £TRT UUcT fefet fe SUfefeTRRRT feg fetfel0<Jfe) 
ufe *f an Rfe cufent fe #i 3 feu czuur u>t uf t but ^rt fe ^ 
btfr> fem uPrPrPr fe utu urn fet but fe ti up? fen BBTurfe strt 
onfetenR fe% fe rjrut fe Piuffer ufe uu feu fen but but unjfe ^ 
3feu uff b# % fer sfe ^M^cbcuafr ut sig^m fe eng cfe % feu 
TUUU Tfe feu BUR 1 gfe v3M’UfeU3Tt BU RB> BTpT BBT f%RRU BTfeU U 
Pub 3TTU fe ^ t, m ^iqyilch' t fe 3nfetenRRBT feg ^r NdM*iYcfdi u? iurt 
bt^b> fen ferPrPr rT but but Rfe uu feuu feu mfe i sm: ferufe 
*r, iii ^47 fen ufcrPrPr rt but b>r Rrufe Rrffer, sBfetouRRRT feg uu nfenT 
feu BBUR fen vjIKJ'UT, fe RTBU 3 BTBUTU fen BUT t I 

10. RRTB^f Rfen U> feur RU> g^BT, feu UR feB BcT feu W' t, BU t 
ufeUB feUUUU PTBTRB cTB fe TIBET B5B BTHBU^t BB feUT I B>T RTsUU 

% cfe fU UTRUT fefeu ^ U? URdTU feUT BUT t fe fefUUcT 3ftR 
3uMTU Tufemfr fe RTUU Bfuufet Rfeft feiTUU, Ucfe T5F u€fe ^ fe 
rtututr ufe ^r uuufer feu ruu fer ruu fe tfe vUFufet ^uru^, fefefeu 
fecT, UUSURf, f^TUUUcT UUUfcRT 3^R PTB fe RIR5UU £[1RT 3T2JcU 

feu ifR ttzk feRUUR ITfRT ^ RUR I UTRB fefe % U? fe feTTU feu BUT UT 
fe, vUU fe U5t^ ufefe feu t, m RTBTB UUUR fe feTUB fe fe I ^1*1*1 
ufeUT fe feRTB ^tUT UUTcUfe 3TtR ^ ^g5UU 3UR fe fem U>t «UTB M- R^ 

gq, fe utrf ufer feu bur i fe Bfefeu Rfefe ufe 3 tTr 3 ufe 
fe 3TfgPr ufe fe g?nu fe 3URI UTfeRB s[TRT fefe Bfeft BR feUR feu 
BUT afe 6 Bfe uft suffer U^ BBTR Rfe UU feu feu BUT I 
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11. wft<kii -H'ldnl gfftr g^ gro g? ftigggg gft g^ fft> 

gsifft gftgig raPuw ft ftftt to wTifr g^ft gg snggig t. g? Ri<w<w*cif 

x • * 

atgftt ft i <t> i gd gviftfoi Iftg «nft crar ot?i fagrew wt ft Iftg ftgx w^tcit 

\ 

gro 1cm *xxft gift ftgxfftx wro ft ftftx ft axigxrccr gft ftgx ti g^ftn? ?g 

falrlgftl ft gg aifftglft fftgl ggl I fft gfttg; I5l«h|i|d gft 3H-t|(^Pl«t>) ftftg 
i«tx ftgR hvA<2>a fftgx «rrj, fftxft fft sRixftt(fft?i2g) ft gR % ggx ft-i *is)ft 
ct<H ??3I 'ill'll xii($^ | .ftftc H*<W g gig ft gtlft Hvfll<t>'( u l gft 'fcT^T g ggg 
aft? ftjgggg Pmisri ft fftg ggg-?ftgi gft gngggft ggftlggx gft ft gxxgft i 
wftgm gft gft gf ggftnf ft graer ft ft ^rt ft gngft i 

12 . grew fftfftgft ft g? srcgxg fftgx ggi sn 1ft ftgx ggmr, m gftft ft 
afg? "ftg angxfftg fftigggg ftftegx SRFioft" genfftx g^rft gxfft wftggx 
argft fftgggft gft fftxfcr gg ftftegg gR gfti ggggf irfftgi ft ftgg 
jnlftg^g ftt gjxgggft ft gf fft ftftggg axraifftx iraieigft gigi ftg airaxlftr 
fftlgggg ggloft eXI^ gR ft gf ft I ft RJSIIg ft fftg gg 1ft 31RI Iftgggftftg 
angifox ft axcxxgx) ftft 1ft; gggggg arraiftci ftftte?g siRift gft iraragft gm 
gegfftg fftgx gg ggKg t gsg g? atlftg; ggfttft ftft l gxxgggg 'arraifttr 

u u iicft ft ftftft ft ftgx-ggg gg ft 1ft; ggft ftftftcT 3TSR/gft f, gg gggg 

ggftggx gft ijg Iftggg gft fftcT gftgil fgft arfclftgg, xjggggg agegfftg 
ftftcRg ggicft ft, gi^jftgr tilfta anft gRT ftftt fftigggcft gg ftlftlcxi gRgi 
^fftg ti g?T jw ftg aggif^i ggi# ailftg; ggftlftt aft? ggiftt’gft gR ft 
ariftg; ygggg #ft i g?r ftgg ft Jgfft^gg gft ftgx ggraiaft ft ?gg gg; ftgg; 

gm gg ft, ?ft atcg ggg ft cg^gRft ft 1ftn? wm fg l atg: gg fftfftgftf 
ft ftgx ggraraft gft aftftftlftg fft^g ggT t 1ft; ftg agenfftr fftgggg gRTcft gft 
Rgj^lft^g ggg i 

13. UKiftg) ggggf ft ftgFT, g^ ggfttggT ftggft ft gg gcT HIgg 
fft^g 1ft ftgci axfftgEgft g agftftg Hilftg’i'ft gft sri isft JRiftt g^r g^11 3f|g 
^sng fftgT ggr 1ft fgft wg g? ggftggr 1ftrggg5ff ft ggrarg ft fftsg gg; 
sr HM ?ir o ft fftgiig ft, Iftraft fft ggftggr ftgaftt ft stlftfftfft ft i snfftgRg 
-gT?r ftisgr ariftprft gft ^5Rgr ft ftftr .ft ggftggiaff afk wftggr ftggft 
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brt socrt g#? I^raraff ?rtt sm flTWRft 3RT^5praj tfrefft 

TOST $ 3 «nft TRSIT *f TTFcT Bt f^TWRff 3TIeft^ ^ %^oT 

3T®«bl'?l ^ •*R U I ^5t TRFcf ril-i xRRf 3! el rT5T ^5f qqd ^R xR^ff 

qidl Pwfa feRTT TRTTI ?JB ^Fftcltj f» ftl^RRT cr>«^ cfc^cf: Hviftqi 

3jfa \3fR ^ t cP8TT % Riq>iqal ^T TTRMH f | % c£cm 

wfr^TT f^FTcff ^ % TTBTWT cfR^ t <RJT 3 TRRTT <R 

fcfRT TcR *R Bt^T!, IfB g^ ^ viff^cHell *R Pnft wai 1? I 

14. ^TcRfl RlcPWcT OTIETET Tt # eft 3B ftm>RIcF 

^ TRRJRT ^ feH? 3Ref TcR ^R ^ *TRT UiT TR^cTT ^ | $>ticj> 

siRiRcm, anftofta yiR)4>i£l ^ ^ jnwr ftf^pff 3, 

^cfrrR snftctor sn^rn^t ^ <fFr m anftofaj snf£m>rft cjr^t, 

fuRT# ^ TRTRT wft^TT TRRfo RRJBf ^ TTCRT TfaT IT^RTT ^ Bt 

trjt ^ t^riT ^§t Rrgf^r Tftrr u^rtt brt ^§t ^m? ^r totet f^rr w «n i 

wref irf^RIT 3> v5Rf% vWHVffll TFT^ff £RT URTT^f ^T wh f^TT 

^RTT, ^T 51<lc1iaff £RT $ ffrf TOJcT fc?R tjtt vjq^ TT^cTT^ aTRTRf 
11 cTc^cT:, $ PRfa etf 3> cRT *t ftRft ^B$t T?#^t WWfi f I 

5^ ^R Weft ^ ^K, ^NT pRfe feRIT TRIT yi©4>|^ 

^ : ?Rg^ ^vif uRm? arJTer ^r snM^i TnfSmSt ^ fen? 

?r-RRR?ff ^ WRf ^HftfcT ^ft. f^RT^f ^ ^Rl 'Wffin S ^TRI 

Mvfl'^d TTWf ^ Bt^H TRIT T^j ^ ^ 3^ ^T Bt^TT I 

15 . RtRm ^ 3 R UB inro f^JT TRTT t RR^H 3 > RT^Bt^ ^ 

^fdloft'H f^T ^ im TT^TcTT BRI 3FR* ^TT ^ ^f 3 bM^I 

wiRlcbi'Jf Rgftd ^ ^mrifi apfr^k Pm?Ri ^r >^t sr^mi 

R^cbig>HK T^7 ^ 3Tl^ TTR^T TRf^- t J ?R^ 3RMR7 ^4>|^ 

cR T?^> 'tifqqiel’M Bt^TT I Tlfqqieiq BRT 3nftR ^T Mvji)q-| f^TT ^T^ J II, 3FftR 
<£f TT^ff, 3ERET(gf^j) orftR ^PFSR ^ gRT WT^ff, 3rfteT TRR ^ 

^ feH? im\ 3RRTT ^ TTRT 3T&ft?T f^IT vSTDT^TT I ^TT ^RTT % ^RR TTRT ^ 

^R, arffeT ^ ^TT Mqiai TTFcT ^tR ^5f TfcffB^R ^fftfcT ^ TFg^ >3^ 
tRm?f ^ len? IRg^T I^IT wrrnr I TTRfB^R ^Tftfrr ^ TRTTRf B^ TR, 

cJlRs^d 3pftR, ^TT TT^TcTT ^ 5TRT ^3 tR 2$fc ^eTTB^R ^ftlrT BRT f^? 
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^ Tfr for? apMfa ircgtT fct^ir wni 

^nftrarera sm anfar jr^ct «TFt ^ ajiftefoi TirfSran^t sm 5*r ^ fa*fa 
ftrar «nwi 

16. RPWd % WI(tj<f>i-Tt 5RT TFTRT cTKTT Hdiai3Ff ^ Rlcoidai 

£ ’fRran cpr ymn few to ti af yiw ^nmn. wfMT 

'FR5RT afR f^RPRIcf ftTfTW- ftf=m,2007 cfr 7TOH t I 

17. IciPmf # hhiR< 1) -EitTOT tra w urasjFr Rtot w ti witeTT 
fefll 35t EZTFT TCJrf gif, y||t|d>'( ( 'l g|Nj| dMiRcn t|)qu|| qg if qgqftj^f q?f \3I^ 

Tricfl wnft w *f f^RjFr f^TT-Rt^?i Rraff^r f^? ^ 11 ^frw tr 

t£ mgeiH ^rorarc wfram tftot afk Rr5to?i Rcii-iui RPwh, 2007 if 

'^4'h)<kii Ricprocff $ Pmdj4 7 ft jrfSroT Rm grora> i> ^rh ti 
•1HlR<l> l?t7RT m %, HRH ^JERT RRR W »fn W, Jnfew ifRT 
«nfr RRir ftRmt air&rf afR Rr&ff ^ arcFfa 4ldisjd 

rtf ^di^iicii, Tjronjrc ^ftRiRrfp Trim ^Rtror ariSmR RPkh,2oio tt«tt 

^clf^fd *^13Tf ^ ^Ff^fgRT vR'*it<k1l3ff ^ STfS^URf 7# fctcRUT aiRlRcW ^ 7T 
TRoJTEJ 7JFR R7 tl 

18. t( RPidH Ricibici JRTcft fiwfl 3Ri cpi-yi/ftfSr ^ ailriRcm gRt *T R? 

vj-Mcpt tica/ate^ldi'i 0 ! I Rxil ift '«*iti ^IT eft RPiqqi Tfr 3Ha4ci 

Rid>ii)d t£ PidK u i t£ <^Rr amr tjk, focrera cjpj, ftFft RRr 

afenfer RRjtf ^mnr fftt tstt war t 1 

****** 
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TELECOM REGULATORY AUTHORITY OF INDIA 
NOTIFICATION 

New Delhi, the 5th January, 2012 

No. 305-20/2009-QoS •—In exercise of the powers conferred by section 
36, read with sub-clauses (i) and (v) of clause (b) of sub-section ( 1 ) of section 
11, of the Telecom Regulatory Authority of India Act, 1997 (24 of 1997), the 
Telecom Regulatory Authority of India hereby makes the following regulations 
namely: - 

TELECOM CONSUMERS COMPLAINT REDRESSAL 
REGULATIONS, 2012 

(1 OF 2012) 

CHAPTER I 
PRELIMINARY 

1. Short title, commencement and application.- —(1) These 
regulations may be called the Telecom Consumers Complaint Redressal 
Regulations, 2012. 

(2) They shall come into force from the date of their publication in the Official 
Gazette. 

(3) These regulations shall apply to all service providers, including Bharat 
Sanchar Nigam Limited and Mahanagar Telephone Nigam Limited, being the 
companies registered under the Companies Act, 1956 (1 of 1956)] providing,— 

(i) Basic Telephone Service; 

(ii) Unified Access Services; 

(iii) Cellular Mobile Telephone Service; 

(iv) Internet Service; 
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Provided that nothing contained in these regulations shall apply to art 
Internet Service Provider whose turnover in any preceding financial year does 
not exceed rupees five crore or whose total number of subscribers in any 
preceding financial year does not exceed ten thousand numbers, as the case , 

maybe. _ „ _ - __ 

2. Definitions.— -In these regulations, unless the context otherwise 
requires,— _ _ _ 

(a) “Act” means the Telecom Regulatory Authority of India Act, 1997 (24 of 

1997); ____ 

(b) “Advisory committee” means' Advisory Committee established under 
regulation 11, by a service provider; 

(c) “Appellate Authority” means Appellate Authority appointed under regulation 

10, by a service provider; _ ' 

(d) “Authority” means the Telecom Regulatory Authority of India established 

under sub-section (1) of section 3 of the Act; / _ 

(e) “Basic Telephone Service” covers collection, carriage, transmission and 

delivery of voice or non-voice messages over licensee’s Public Switched 
Telephone Network in licensed service area and includes provision of all types of 
services except those requiring a separate licence; _ . 

(f) “Broadband” or “Broadband Service” means a data connection,— 

(i) which is always on and is able to support interactive services including 
Internet access; 

(ii) which has the capability of the minimum download speed of two 

hundred fifty six kilobits per second or such- minimum download speed, as 
may be specified .by the licensor, from time to time, to an individual 
subscriber from the point of presence of the service provider intending to 
provide Broadband service where a multiple of such individual Broadband 
connections are aggregated and the subscriber is able to access these 
interactive services including the Internet through the said point of 
presence; _____ 




£ 
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(iii) in which the interactive services shall exclude any services for which 
a separate licence is specifically required (such as real-time voice 
transmission) except to the extent permitted, or, as may be permitted, 
under Internet service provider's licence with internet telephony, and 
which shall include such services or download speed or features, as may be 
specified from time to time, by the licensor; 

(g) “Cellular Mobile Telephone Service” - 

(i) means telecommunication service provided by means of a 
telecommunication system for the conveyance of messages through the 
agency of wireless telegraphy where every message that is conveyed 
thereby has been, or is to be, conveyed by means of a telecommunication 
system which is designed or adapted to be capably of being used while in 
motion; 

(ii) refers to transmission of voice or non-voice messages over Licensee's 
Network in real time only but service does not cover broadcasting of any 
messages, voice or rlon-voice, however, Cell Broadcast is permitted only 
to the subscribers of the service; 

(iii) in respect of which the subscriber (all types, pre-paid as well as post¬ 
paid) lias to be registered and authenticated at the network point of 
registration and approved numbering plan shall be applicable; 

(h) “Complaint Centre” means a facility established under regulation 3 by the 
service provider; 

(i) “Consumer” means a consumer of a service provider to whom these 
regulations apply and includes its customer and subscriber; 

(j) “Consumer Care Number” means a telephone number earmarked by a service 
provider to access its Complaint Centre; 

(k) “General Information Number” means a telephone number earmarked by a 
service provider for providing information to the consumer in response to their 
queiy or request; 

(l) “Internet Service” means all types of Internet access or Internet content 
services as provided in the licence; 

(m) “Licence” means a licence granted or having effect as if granted under 
section 4 of the Indian Telegraph Act, 1885 (13 of 1885) or the provisions of the 
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Indian Wireless Telegraphy Act, 1933 (17 of 1933); 

{n) “regulations” means the Telecom Consumers Complaint Redressal 
Regulations, 2012; 

(o) “service provider” means a licensee to whom these regulations apply; 

(p) “service request” means a request made to a service provider by its 
consumer pertaining to his account, and includes, -— 

(i) a request for change of tariff plan; 

(ii) a request for activation or deactivation of a value added service or a 
supplementary service or a special pack; 

(iii) a request Tor activation of any service available on the service provider's 
network; and 

(iv) a request for shift or closure or termination of service or for billing 
details; 

(q) “SMS” means a message which is sent through short message service and 
includes a Multi Media message which is sent through Multi Media message 
service (MMS); 

(r) “system” means the Web Based Complaint Monitoring System' established 
under sub-regulation (1) of regulation 6. 

(s) “Unified Access Services”,- 

(i) means telecommunication service provided by means of a 
telecommunication system for the conveyance of messages through the 
agency of wired or wireless telegraphy; 

(ii) refers to transmission of voice or non-voice messages over Licensee's 
Network in real time only but service does not cover broadcasting of 
any messages,* voice or non-voice, except. Cell Broadcast which is 
permitted only to the subscribers of the service; 

(iii) in respect of which the subscriber (all types, pre-paid as well as post¬ 
paid) has to be registered and authenticated at the network point of 
registration and approved numbering plan shall be applicable; 

(t) all other words and expressions used in these regulations but not defined, 
and defined in the Act and the rules and other regulations made there under, 
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shall have the meanings respectively assigned to them in the Act or the rules or 
other regulations, as the case may be. 

CHAPTER II 

REDRESSAL OF COMPLAINTS FROM TELECOM CONSUMERS 

3. Establishment of Complaint Centre- —(1) Every service provider 
shall, within forty-five days from the date of commencement of these 
regulations, establish a Complaint Centre for redressal of complaints and for 
addressing service requests of its consumers; 

Provided that the Call Centre, setup by the service provider in 
accordance with the Telecom Consumers Protection and Redressal of 
Grievances Regulations, 2007 (3 of 2007) dated 4 th May, 2007, shall continue to 
be the Complaint Centre for the purpose of these regulations; 

Provided further that a service provider, who is providing different services 
in a licensed service area, may, at its option, set up one or more Complaint 
Centres, being common dr separate, for such services being provided by it; 

Provided also that a Complaint Centre for a service area shall provide the 
service in the local language of that service area in addition to' Hindi and 
English. 

(2) Every service provider, who is granted a licence for any service mentioned 
under sub-regulation (3) of regulation 1, after the commencement of these 
regulations,* shall, before providing services, establish a Complaint Centre in its 
service area, for redressal of complaints and for addressing service requests of 
its consumers. 

(3) Every Complaint Centre shall be accessible to the consumers between 0800 
hrs and 2400 hrs on all days of the week. 

(4) Every service provider shall deploy sufficient number of employees at its 
Complaint Centres to meet the Quality of Service parameters, as may be 
specified by the Authority from time to time. 

(5) Every service provider shall ensure that the Complaint Centre is accessible 
to its consumers through a “Consumer'Care Number” having sufficient lines or 
connections. 
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(6) Every service provider shall ensure that the Complaint Center is also | 
accessible through the network of other service, providers by earmarking a 
specific number. 

(7) The “Consumer Care Number” shall be toll free. 

(8) The Authority may, through directions, issued from time to time, specify a 
uniform short code for “Consumer Care Number”, which may be common for 
Basic telephone services, Cellular mobile telephone service and Internet service, 
or different for different services. 

(9) Every service provider-shall ensure that an Interactive Voice Response 
System or IVRS, if installed on a “Consumer Care Number”, is operated in the 
following manner:- 

(a) the first level of the IVRS provides for language selection; 

(b) the second level of the IVRS provides for options relating to the broad 
categories of complaints and service requests; 

(c) the third level of the IVRS provides for a sub-menu under complaints and 
service requests, separately; 

Provided that the sub-menu in the third level shall also contain an option 
enabling the consumer to speak to a consumer care agent. 

4. Set ting up of General Information Number-— (1) Every service 
provider shall, within forty-five days from the date of commencement of these 
regulations, establish a. “General Information Number” for providing information 
to consumers; • 

Provided that this is not mandatory where general information is also 
provided on the Consumer Care Number on a toll free basis. 

(2) The Authority may, through directions, issued from time to time, specify a 
uniform short code for all the service providers as the “General Information 
Number” and every service provider who has established a separate number as 
“General Information Number”, shall use such short code. 
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5. Publication of Information -(1) Every service provider shall, within 

forty-five days from the date of commencement of these regulations, publicise 
the "Consumer Care Number" and the “General Information Number", through,- 

(a) public notice in a leading newspaper in Hindi or English and in a 
leading newspaper published in a local language of the service area; 

(b) display on the website of the service provider; 

(c) updation of SIMs of consumers by pre-configuration or over the air 
transfer; 

(d) display in all Complaint Centres and sales outlets; and 

(e) the telephone bills issued by the service provider. 

(2) Every service provider shall publicise the "Consumer Care Number" and the 
“General Information Number" in the same manner as given at clause (a) of 
sub-regulation (1) above, at least once in six months. 

(3) In case of any change in the "Consumer Care Number" or the "General 
Information Number", the same shall be publicised at least one week prior to 
such change, in the manner specified in sub-regulation (1). 

6. Establishment of Complaint Monitoring System. —(l) Every 
service provider shall, within forty-five days of coming into force of these 
regulations, establish a Web Based Complaint Monitoring System’ to enable the 
consumers to monitor the status of their complaints. 

(2) Every service provider shall- 

(a) immediately on establishment of the Web Based Complaint Monitoring 
System’, under sub-regulation (1), publish information about the address 
of the Web Based Complaint Monitoring System’ and the process for 
monitoring the complaints in a leading newspaper in Hindi or English and 
in a leading newspaper in the local language of the service area and 
through the telephone bills issued by the service provider; 

(b) continue to make available such information in the telephone bills issued 
by the service provider and also publish once in six months in the 
newspapers in the manner prescribed in clause (a). 

(3) Any change in the address of the Web Based Complaint Monitoring System’ 
shall also be intimated to the consumers in the same manner as specified under 
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sub -regulation (2). ~~ 

(4) The Authority may, from time to time, issue sucH directions as it may deem 
appropriate, to the service providers regarding the Web Based Complaint 
Monitoring System’. 

7, Handling of complaints by Complaint Centre-— (l) Every 
Complaint Centre shall, immediately on receipt of a complaint from a 
consumer, register such complaint and allot a unique number to be called the 
docket number; 

Provided that the docket number assigned under clause (a) of sub¬ 
regulation (1) of regulation 4 of the Telecom Consumers Protection and 
Redressal of Grievances Regulations, 2007 (3 of 2007), shall continue to be the 
docket number for the purpose of these regulations; 

Provided further that the Authority may, if deemed necessary, specify a 
format for docket number. 

(2) Every service provider shall retain in the system, the details of complaints 
against each docket number for a minimum period of three months. 

(3) Every Complaint Centre shall.— 

(a) at the time of registering of the complaint,— 

(i) communicate, through SMS, to the consumer the docket number, date 
and time of registration of the complaint and the time within which the 
complaint is likely to be resolved; and 

(ii) update the system with the date and time of registration of the complaint, 
docket number assigned under sub-regulation (1), the telephone number 
of the consumer, and the time indicated to the consumer for resolution of ^ 
the complaint; 

(b) on completion of action on a complaint.- 

(i) communicate to the consumer, through SMS, the details of the action 
taken on the complaint; and 

(ii) update the system with the details of action taken. 

8. Time limit for redressal of complaints or addressing service 
requests Of consumers- —(1) Eveiy service provider shall ensure redressal 
of the complaints and service requests in accordance with the time frame as 
specified under the Quality of Service regulations issued by the Authority; 
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(2) Where a time limit has not been specified under the Quality of Service 
regulations issued by the Authority, the complaints and service requests shall 
be addressed within a time period not exceeding three days. 

CHAPTER m 

APPEAL TO APPELLATE AUTHORITY FOR REDRESSAL OF 

CONSUMER COMPLAINTS 


9. Appeal to Appellate Authority* —1) Where a consumer is not 
satisfied with the redressal of his complaint by the Complaint Centre, or his 
complaint remains unaddressed or no intimation of redressal of the complaint 
is received within the period specified in regulation 8, such consumer may 
prefer an appeal to the Appellate Authority of the concerned service provider 
for redressal of his complaint. 

(2) A consumer may prefer an appeal before the Appellate Authority under sub¬ 
regulation (1) either through e-mail or facsimile or post, or in person; 

Explanation: For the purpose of this sub-regulation ‘post’ includes 'courier’. 

(3) Eveiy appeal under sub-regulation (1) shall be preferred within a period of 
thirty days after expiry of the time limit specified in regulation 8; 

Provided that the Appellate Authority may entertain an appeal after the 
expiry of the said period of thirty days but before three months from the expiry 
of the time limit specified in regulation 8, if it is satisfied that there was 
sufficient cause for not filing it within that period. 

(4) No fee shall be charged from a consumer for filing an appeal before the 
Appellate Authority. 

10* Appellate Authority -Establishment and Composition — -(i) 
Every service provider shall, within forty-five days of the commencement of 
these regulations, establish an Appellate Authority in each of its licensed 
service areas to dispose of the appeals filed under sub-regulation (1) of 
regulation 9; 

Provided that a service provider, who provides different services in a 
licensed service area, may, at its option, establish an Appellate Authority, being 
common or separate, for such services being provided by it; 

Provided further that a service provider, being only an Internet Service 
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Provider having all India licence, may, for the purpose of these regulations, 
establish an Appellate Authority for any part or whole of India. ' 

(2) The Appellate Authority shall consist of one or more persons as may be 
decided by the service provider. 

(3) Every service provider shall, immediately on establishment of the Appellate 
Authority, publish in two leading newspapers, one in Hindi or English and the 
other in the local language of the service area, the details of the Appellate 
Authority, including the names, designation, address, fax number and e-mail 
address, and also arrange to display the said details in each of its offices, 
Complaint Centres, art? its sales outieis and also on its website. 

(4) The service provider shall, within seven days of appointment of the Appellate 
Authority, intimate to the Authority, the details of the Appellate Authority. 

11. Advisory Coizmiittee^s^biishment, Composition and 

FU‘lfie$i0ftS-(1) Every service provider shall, within forty-five days of the 

commencement of these regulations, establish an Advisory Committee to 
examine and render advice on the appeals filed before the Appellate Authority. 

(2) The Advisory committee shall consist of two members of which one member 
shall be from the consumer organisations registered with the Authority and the 
other member shall he a representative of the service provider; 

Provided that a member from the consumer organisations shall not be 
appointed as a member in more than such number of Advisory Committees as 
may be specified by the Authority. 

(3) The service provider shall, within seven days of the appointment of the 

Advisory Committee, intimate to the Authority the details of the Advisory 
Committee. '* 

(4) The member of the Advisory Committee appointed from the consumer 
organisations under sub-regulation (2) shall hold office for a term not exceeding 
one year, which may be extended for a further period of one year; 

Provided that such member shall not be removed before completion of his 

« 

tenure, except with the prior written approval of the Authority; 

Provided further that the service provider seeking the approval of the 
Authority for removal of a member shall furnish to the Authority the reasons for 
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such removal. 

(5) The service provider shall pay to the member of the Advisory Committee, 
appointed from the consumer organisation, an honorarium of rupees two 
thousand per sitting of the Advisory Committee. 

(6) The Advisory Committee shall meet in such a manner that it shall render its 
advice on every appeal placed before it within fifteen days. 

(7) The Advisory Committee shall not receive any 'appeal directly. 

. • ■ —< ■ . . .. . _ 

12. Secretariat of Appellate Authority— (1) The service provider shall 

provide a Secretariat and required supporting staff and office accommodation 
for the Appellate Authority to discharge its functions under these regulations. 

(2) The service provider shall appoint or designate one of its officers or 
employees as Secretary to Appellate Authority. 

13. Registration of Appeals and scrutiny fry Advisory 
Committee —- (l)The Secretariat of Appellate Authority shall,— 

(a) immediately on receipt of an appeal, register it by assigning a unique 
appeal number; 

(b) acknowledge the appeal, within three days of its receipt, by sending the 
unique appeal number through SMS or e-mail to the consumer; 

(c) forward, within three days from the date of receipt of the appeal, a copy of 
the appeal to the service provider concerned for filing a reply, within 
seven days, alongwith the relevant information, document or record; and 

(d) within two days of receipt of the reply from the service provider place the 
reply, alongwith the appeal, before the Advisory Committee for its 
consideration. 

(2) The Advisory Gommittee shall render its advice on every appeal placed before 
it within fifteen days. 


(3) The Secretariat shall, within two days of receipt of fhe advice of Advisory 
Committee, place before the Appellate Authority, the appeal, the reply received 
from the service provider under clause (c) of sub-regulation (1) above and the 
advice of the Advisory Committee, for its consideration. 
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14. Disposal of appeal by Appellate Authority— (1) The Appellate 
Authority shall ensure uniformity in the procedure for deciding appeals and 
shall comply with the provisions contained in sub-regulations (2). 

(2) The Appellate Authority shall, within ten days of the appeal being placed 

before it, conduct such inquiry as it may consider necessary and dispose of the 
appeal by passing a reasoned order in writing stating therein the points for 
determination and the decision thereon; ' 

Provided that the Appellate Authority shall, while deciding the appeal, give 
due consideration to the advice given by the Advisoiy Committee; 

Provided further that in case the Appellate Authority decides the appeal 
otherwise than in accordance with the advice of the Advisory Committee, it shall 
record the reasons for the same in the order passed by it. 

(3) The presence of the appellant shall not be obligatory, but he may, if he so 
desires, appear in person to present his case before the Appellate Authority. 

(4) On disposal of the appeal by the Appellate Authority, the Secretariat shall 
intimate the decision thereof to the appellant and the service provider. 

15. Reporting requirements —(1) The Secretariat shall keep record of 
the appeals preferred, reply of the service provider, the advice of the Advisoiy 
Committee and the decisions of the Appellate Authority. 

(2) Every service provider shall submit to the Authority and also place on its 
website, by the 15 th of the month succeeding every quarter, a report mentioning 
therein -— 

(a) the number of appeals received; > 

(b) number of appeals disposed of; 

(c) number of appeals pending; and 

(d) such other particulars, as may be required by the Authority. 

(3) The Authority may, if it deems necessary, publish the report submitted to it 
under sub-regulation (2) and also place the same oh its website. 
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16. Complaints referred to service providers by Authority— 

(1) The Authority may, without prejudice to the provisions contained in the 
Telecom Regulatory Authority of India Act, 1997 (24 of 1997), refer to a service 
provider, for the purpose of redressal,— 

(a) complaints alleging violation of the Act or regulations made there under or 
directions issued or orders made by it under the Act; 

(b) complaints of the consumers that are generic in nature; 

(c) complaints alleging that a practices adopted by the service providers 
adversely affects the interest of the consumers; 

(d) a complaint of such nature that, in the opinion of the Authority, is required 
to be resolved expeditiously by the service provider. 

(2) Every service provider shall investigate and find out the root cause of all 
complaints referred by the Authority under clauses (a), (b) and (c) of sub¬ 
regulation (1) and redress such complaints, under information to the 
consumers as well as the Authority of the result within one month from the 
date of reference of the complaint. 

(3) Every service provider shall resolve every complaint referred to under clause 
(d) of sub-regulation (1) within seven days of reference of the complaint, and 
inform the result to the Authority within three days of the resolution of the 
complaint. 

(4) In case the investigation and root cause of the complaints referred to under 
sub-regulation (2) reveal general deficiency or systemic inadequacy in practice 
or procedure or operation adopted by or on the part of the service provider, the 
service provider shall take remedial measures in respect of all similarly placed 
consumers and intimate the same to the Authority within one month of 
reference of the complaint 

CHAPTER V 
CITIZEN’S CHARTER 

17. Citizen’s Charter —-(1) Every Service provider shall within sixty days 
of the coming into force of these regulations, publish a ‘Citizen’s Charter’ 
containing the following information:- 

(a) name and address of the service provider; 

(b) services offered by the service provider, including the details of 
geographic areas where such services are available; 

(c) terms and conditions of service offered by the service provider; 

(d) Quality of Service parameters specified by the Authority in respect of 
each of the services; 
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(e) Quality of Service promised by the service provider in respect of each 
service and geographic area; 

(f) details about equipment offered to the consumer by the service 
provider in respect of any of the services; 

(g) right of consumers under the different regulations, orders and 

directions issued by the Authority; and in particular those relating to 
Tariff, Mobile Number Portability, Telecom • Commercial 

Communications Customer Preference Regulations, 2010 (TCCCPR) 
and Value Added Services (VAS); > 

(h) the duties and obligations of the service provider under the different 
regulations, orders and directions issued by the Authority; and in 
particular those relating to Tariff, Mobile Number Portability, TCCCPR, 
and VAS; 

(i) General Information Number; 

(j) Consumer Care Number; 

(k) complaint redressal mechanism, including complaint redressal 
procedure and the time limits for redressal of complaints; 

(l) e-mail, contact address, telephone number and facsimile number of 
the Appellate Authority and time limits for disposal of appeals; 

(m) procedure for termination or disconnection of each service offered by 
the service provider; and 

(n) any other information that may be specified by the Authority from time 

to time. , _ . 

(2) The ‘Citizen’s Charter’ shall be prepared in- Hindi, English and the local 

language of each service area. , _ 

(3) The ‘Citizen’s Charter’ shall be available for reference at every office of the 

service provider, Complaint Centre, at the sales outlets and on the website of 
the service provider. __ 

(4) A copy of the ‘Citizen’s Charter’ or its abridged version containing salient 

features such as terms and conditions of service, the Consumer Care Number, 
the General Information Number, contact details of Complaint Centre and the 
Appellate Authority, procedure and time limit for redressal of complaints and 
disposal of appeals shall be provided by the service provider to each consumer 
at the time of subscription for service. ___ 

(5) A copy of the ‘Citizen’s Charter’ shall be filed with the Authority within sixty 
days from the date of commencement of these regulations: 

Provided that a service provider, who has been granted a licence after the 
commencement of these regulations, shall file with the Authority, before 
commencement of service, a copy of ‘Citizen’s Charter’. _ 
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(6) The service provider shall file with the Authority, by 15 th January of every 
year, a fresh copy of the ‘Citizen’s Charter’ incorporating all changes effected. 


CHAPTER VI 
MISCELLANEOUS 


18. Inspection and Auditing -(l)Eveiy service provider shall maintain 

complete and accurate records of redressal of complaints by its Complaint 
Centre and the Appellate Authority. 


(2) The Authority may, if it considers it expedient so to do, and to ensure 
compliance of the provisions of these regulations, by order in writing, direct any 
of its officers or employees or an independent agency appointed by the 
Authority, to- 

(a) inspect the Complaint Centre and the Secretariat of the Appellate Authority 

and the records maintained under sub-regulation (1); or, 

(b) get the records maintained under sub-regulation (1) audited. 


19. Application of other laws not barred —-The provisions of these 
regulations shall be in addition to, and not in derogation of, any other law for 
the time being in force. 

20. Reckoning of time limit for the purposes of these 
regulations— —The time limit or the period specified under these regulations, 
for redressal of complaints or disposal of appeals, shall exclude the day of 
making such complaint or preferring an appeal, as the case may be. 


21. These regulations not to apply in certain cases —(l)Nothing 
contained in these regulations shall apply to any matter or issue for which— 

(a) any proceedings before any court or tribunal are pending; or 

(b) a decree, award or an order has already been passed by any competent court 

or tribunal or authority or forum or commission , as the case may b e._ 


epeal and saving.-—(l 

Redressal of Grievances Regulations, 2007 (3 of 2007) is hereby repealed. j 


(2) Notwithstanding such repeal, anything done or any action taken under the 
said regulations shall be deemed to have been done or taken under the 

corresponding provisions of these r egulation s._ ~- 

"23. Interpretation.- —In case of any doubt regarding interpretation ot any 7 
of the provisions of these regulations, the clarification by the Authority shall be 

final and binding. ____ _ —>-- 

N. PARAMESWARAN, Secy.-in-charge 

[ADVT. III/4/142/ll-Exty.] 

Note : The Explanatory Memorandum explains the objects and reasons of the Telecom 
Consumers Complaint Redressal Regulations, 2012. 
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; w Explanatory Memorandum 

1. Consumer protection is one of the focus areas of TRAI. TRAI has taken 
several measures to protect the interest of consumers, facilitated availability of 
telecom services at affordable price and has ensured Quality of Service 
provided by telecom service providers. Notwithstanding this, consumers 
continue to have concerns. Given the large base of telecom consumers in the 
country, the number of complaints would be large even if the percentage of 
dissatisfied consumers is low. 

2. Effective redressal of consumer complaints' is therefore of prime 
importance. While the measures taken by TRAI so far have been, by and large 
effective, the effort in this regard is a continuous process and requires to be 
reviewed from time to time to improve the effectiveness of complaint redressal. 
In May 2007, TRAI had issued the Telecom Consumers Protection and 
Redressal of Grievances Regulations, 2007. These regula.tions provided a 
framework for redressal of consumer grievances through establishment of a 
three-tier redressal mechanism. However, TRAI has received representations 
from consumers and consumer organisations that the grievance redressal 
mechanism established by the service providers needs to be improved by 
making it more effective and also increasing the awareness among the 
consumers about the said mechanism. 

3. In order to review the present framework relating to redressal of 
consumer grievances, TRAI had issued a Pre-Consultation Paper on Telecom^ 
consumer protection and redressal of consumer grievances* on 11 th May 2010 
to seek the comments of the stakeholders. The feedback received from the 
stakeholders emphasised the need for effective redressal of consumer 
complaints by the telecom service providers at all levels including at the level of 
Nodal officer and the Appellate Authority. They also indicated that there is 
hardly any information regarding call charges especially to prepaid subscribers. 
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Their concern was that the response from the telecom service providers to the 
complaints is unsatisfactory. 

4. In a meeting convened by TRAI with different telecom service providers 
and Consumer Advocacy Groups on 12 th May 2010 at Delhi, there was a 
general consensus that the present consumer grievance redressal mechanism 
needs to be strengthened further. Surveys undertaken by TRAI through 
independent agencies also revealed that there was low awareness amongst 
consumers about the complaint redressal mechanism set up by the service * 
providers and also that the customers were dissatisfied with the redressal 
measures being provided. 

5. Based on the feedback received, the Authority issued a Consultation 
Paper on “Review of Measures to Protect Interest of Consumers in the Telecom 
Sector” on 2 nd August, 2010. The consultation paper focused, inter alia, on the 
review of the Telecom Consumers Protection 'and Redressal of Grievances 
Regulations, 2007 and review of measures to protect the interest of consumers. 
Comments were received from various stakeholders and were uploaded on TRAI 
website. Open House Discussions were held at Jaipur on 14.12.2010, at 
Mumbai on 5.1.2011, at Chennai on 21.1.2011, at Lucknow on 11.3.2011 and 
at Kolkata on 16.3.2011. 

6. Based on the comments received during public consultation and keeping in 
view the interests of telecom consumers and service providers, the Authority 
finalised the draft Telecom Consumers Complaint Redressal Regulations, 
2011 which was published on TRAI website on 04 th July, 2011, calling for 
comments. Comments were received from various stakeholders and these were 
also uploaded on TRAI website. The present Telecom Consumers Complaint 
Redressal Regulation s'are thus a result of an extensive consultation process. 



• * 
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7. The regulations provide for the establishment of a Complaint Centre with 
a toll free “Consumer Care Number”. During the consultation process, several 
stakeholders have raised the issue that for accessing their service provider for 
either booking a complaint or making a service request, they should be able to 
access the Complaint Centre through some other service provider. This is 
mainly required when there is disruption or disconnection of service. The 
regulations accordingly mandate the provision of an alternate number for the 
‘Consumer Care Number' which can be accessed from any network. 

) 

8. In May 2010, the Authority had also issued detailed guidelines for setting up 
of a ‘General Information Number' for providing information to customers, to 

i . . . . ■ 

service providers. Accordingly, these regulations mandate the provision of a 
separate number at its Complaint Centre to be called as ‘General Information 
Number'. 

9. Concerns have been expressed by customers about difficulty in navigating 
the IVRS menu at the Call Centre and that they are unable to speak to a 
customer care agent. Some of the service providers opposed the prescription of 
the format of the IVR menu and wanted TRAI to leave them free to implement 
as per their requirements. Since a sizeable segment of subscribers' are from the 
rural areas and the low income group, it is necessary that the IVRS menu 
should have an option of the subscriber being able to speak to the customer " 
care agent. Hence, a provision has been made in these regulations prescribing 
the manner in which the IVRS menu shall be managed including the provision 
for speaking to a customer care agent. 

10. One of the issues highlighted during the consultation proee^ relates to 
low awareness about the existing grievance redressal mechanism 1 ^Iress 
this issue, it was proposed in the draft regulations that: adveitn *• * «n :<K' • 
the Complaint Centre and Appellate Authority may be published i nx 
months in two newspapers and also such information should be given nuough 
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website, telephone bills, vouchers, complaint centres, sales office and through 
pre-configuration or over the air transfer in the SIM. The draft regulations also 
proposed that whenever there is a change, a similar advertisement may be 
made. During the consultation process, there have been suggestions from 
service providers to keep the frequency for publication in the newspapers to 
twelve months on account of cost considerations. On the other hand the 
consumer organizations suggested the frequency to be three months. The 
Authority has considered both the arguments and has decided to retain the 
frequency of six months. 

11. , Several stakeholders including some consumer organizations have 
complained that though the present regulations have a provision for issue of 
docket number, the customer is not sure if his complaint has been registered 
and the time that is likely to be taken by the service provider for its resolution. 
Accordingly, it has been mandated in these regulations that every complaint 
shall be registered by giving a unique docket number, which should remain in 
the system for at least three months. The docket number along with date and 
time of registration and the time limit for resolution of the complaint would be 
communicated to the consumer. The customer shall also be informed of the 
action taken. 

12. It was proposed in the draft regulations that the service providers should 
establish, within six months, a Web Based Complaint Monitoring System* to 
enable the consumers to monitor the status of their complaints. During the 
consultation process, the Authority was informed that the CDMA based 
operators have implemented web based complaint system. There were also 
"suggestions that other options (other than Web Based) such as SMS based 
Monitoring system could be established by the operators and would be more 
useful. The limitations with regard to SMS based system is that it has limited 
characters and hence customers may not get complete details. Further, in case 
of SMS based complaint monitoring system, if is difficult for third parties 
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including TRAI to monitor such complaints. As such, web based system was 
found to be more suitable and technically feasible. The Authority held a 
meeting with the service providers in this regard when they agreed that it 
would be possible to implement this system within a short time. Accordingly, 
the regulations mandate the service providers to implement the web-based 
complaint system. 

13. During the initial consultation process, many consumer organisations 
had opined that the system of Nodal Officer and Appellate Authority has not 
been effective and suggested replacing the same with an effective body for 
redressal of grievances of consumers, which will also have representatives from 
consumer organisations. The Authority kept in view the serious concerns 
expressed by consumers and consumer organisations about accessibility of the 
Nodal Officer and large number of complaints being received in TRAI about 
unsatisfactory resolution of complaints by the Call Centre. The Authority 
decided to make the three-tier mechanism into a two-tier one by doing away 
with the Nodal Officer. This is because the Complaint Centres are essentially 
registration and response centres and do not themselves deal with the 
resolution of complaints. They only facilitate registration of consumer 
complaint and the level at which a problem is resolved within a company 
depends upon the complexity of the issue involved. 

14. If the consumer is not satisfied with the resolution of the complaints, he 
can approach the next tier - the Appellate Authority for redressal of his 
complaints. Additionally, in order to strengthen the functioning of Appellate 
Authority, it was proposed in the draft regulations to replace the existing 
Appellate Authority with a three member Appellate Authority including one 
member from CAGs and one member from the service provider, all the 
members being appointed by the service provider. During consultation process, 
while the consumer organisations had supported the proposals, the service 
providers and industry associations argued that the above proposals were not 
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feasible. Essentially, they did not want any outside agency in the decision 
making apparatus. After discussions on this issue, the Authority has decided 
that there would be a two-member Advisory Committee comprising of one 
representative of consumer organisation registered with TRAI and one member 
from the service provider, to render advice to the Appellate Authority on every 
appeal filed before the Appellate Authority. 

15. The regulations now prescribe that eveiy service provider shall appoint 
an Appellate Authority in each service area within, forty-five days of 
commencement of these regulations. The Appellate Authority shall be a one or 
more than One member body, at the discretion of the service provider. Every 
appellate authority shall have a Secretariat. The Secretariat shall register the 
appeal, acknowledge the appeal with a unique appeal number, and forward the 
appeal to the service provider for its reply. On receipt of reply from the service 
provider, it shall place before the Advisory Committee the appeal and reply 
received from the service provider, for its advice. On receipt of advice of 
Advisory Committee, it shall place before the Appellate Authority the appeal 
filed, reply received from the service provider and advice tendered by the 
Advisory Committee for a decision. The Appellate Authority shall take a 
decision on the appeal upon placing of the appeal by the Secretariat. 

16. The regulations also provide for the time bound resolution of complaints 
received by the Authority and referred to service provider. These provisions are 
similar to the provisions contained in the Telecom Consumers Protection and 
Redressal of Grievances Regulations, 2007. 

17. The regulations also provide for a Citizen’s Charter. Keeping the interest 
of the consumer, the Authority has prescribed, detailed guidelines, regarding 
material to be published in the Citizen’s Charter. The provisions of this Charter 
are similar to the Manual of Practice for handling consumer complaints 





[*TPT III—' *3^4] 




47 


provided in the Telecom Consumers Protection and Redressal of Grievances 
Regulations, 2007. The Citizen's Charter, additionally, provides details about 
General Information Number, Consumer Care Number, right of consumers 
under the different regulations, orders and directions issued by the Authority, 
in particular those relating to Tariff, Mobile Number Portability, Telecom 
Commercial Communications Customer Preference Regulations, 2010 and 
Value Added Services. 

18. These regulations are in addition to, and not in derogation of, any other 
law for the time being in force. At any point of time, either during the redressal 
of the complaint under these regulations or thereafter, can seek legal remedy 
under any law for the time being in force. 
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